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ABSTRACT 
The present study investigated the influence of social support on the burnout levels of 
29 Department of Human Services (DHS) social work supervisors and social worker ills as 
compared with 40 social worker Us. The participants were emailed a questionnaire 
requesting information about burnout, social support from supervisors, coworkers, 
administration, family, and friends, and demographic information. It was hypothesized that 
upper level workers (social work supervisors and social worker Ills) would experience higher 
levels of burnout than lower level workers (social worker Ils). No differences were found 
between the groups in emotional exhaustion or depersonalization scores, but upper level 
workers reported higher personal accomplishment than lower level workers. The second 
hypothesis suggested that lower level workers would report receiving more supervisor 
support than upper level workers; however, the results were opposite of what was 
hypothesized. The third hypothesis suggested that receiving instrumental and informational 
forms of supervisor support would be related to lower levels of burnout for workers. This 
hypothesis was confirmed. Finally, it was hypothesized that upper level workers would 
report receiving more support from family and friends than lower level workers. Contrary to 
the hypothesis, it was found that lower level workers reported receiving more support from 
friends than upper level workers did; there were no differences in reported support received 
from family. These findings can inform staff meetings, supervisor or new employee training, 
or workshops. 
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INTRODUCTION 
Researchers studying occupational issues have frequently been interested in employee 
burnout (Wright & Bonett, 1997). Burnout was originally defined as a "state of fatigue or 
frustration brought about by devotion to a cause, way of life, or relationship that has failed to 
produce the expected reward" (Wessells, 1989, p. 12). Burnout has been described in several 
different ways in the literature. For instance, Wallace and Brinkerhoff (1991) defined it as "a 
maladaptive reaction to high levels of chronic work-related stress" (p. 86). A similar 
definition is "a process occurring in individuals subjected to protracted, unresolved, stress" 
(Collings & Murray, 1996, p. 376). A more commonly used definition is "a negative 
emotional response to stressful or excessive job demands" (Dietzel & Coursey, 1998, p. 341 ). 
The definition of burnout that will be utilized in the present study is Maslach, 
Jackson, and Leiter's (1997) three dimensions of burnout: "a psychological syndrome of 
emotional exhaustion, depersonalization, and reduced personal accomplishment that can 
occur among individuals who work with other people in some capacity" (p. 192). This 
definition was chosen for use in this study because it directly relates to a widely used 
measure of burnout. 
According to Maslach, Jackson, and Leiter (1997), emotional exhaustion occurs when 
"emotional resources are depleted" and "workers feel they are no longer able to give of 
themselves at a psychological level" (p. 192). Depersonalization includes "negative, cynical 
attitudes and feelings about one's clients (and) this callous or even dehumanized perception 
of others can lead staff members to view their clients as somehow deserving of their 
troubles" (p. 192). Finally, "reduced personal accomplishment refers to the tendency to 
evaluate oneself negatively, particularly with regard to one's work with clients ... workers 
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may feel unhappy about themselves and dissatisfied with their accomplishments on the job" 
(p. 192). Burnout is often looked at as a syndrome, with various symptoms that appear 
together, as in Maslach et al.'s multidimensional definition (Rogers, 1987). 
Burnout has become strongly associated with human service work (Ito, Kurita, & 
Shiiya, 1999); researchers have indicated that human service workers are more vulnerable to 
burnout than other workers (Wallace & Brinkerhoff, 1991 ). This increased vulnerability 
derives from the special nature of helping professions (Miller, Stiff, & Ellis, 1988), including 
contact with other people that typically involves caring commitment and empathic 
responding (Koeske, Kirk, & Koeske, 1993). Other researchers have also related burnout to 
the emotional nature of the interaction between care providers and recipients (Miller, 
Birkholt, Scott, & Stage, 1995). Burnout is considered to develop over time from 
involvement in a helping relationship (Brown & O'Brien, 1998). 
Burnout has also frequently been found in human service workers who cannot deal 
with excessive demands that come from this work (Lee & Ashforth, 1993). There is also 
evidence that mental health and social service workers experience greater levels of burnout 
than those in other professions that work with and offer assistance to people (Shapiro, 
Dorman, Burkey, & Welker, 1999). Some researchers even consider high burnout levels to 
be one of the most crucial problems of human service organizations (Miller, Stiff, & Ellis, 
1988). 
Research has identified several serious consequences for workers who experience 
high levels of burnout. One of the most important of these is a reduced commitment to the 
profession (Miller, Stiff, & Ellis, 1988). Burnout can have negative effects on a person's 
productivity and job satisfaction (Leiter & Meechan, 1986; Ross, Altmaier, & Russell, 1989). 
3 
Emotional exhaustion, a dimension of burnout, has been negatively associated with work 
performance (Wright & Bonett, 1997). Burnout is related to physical symptoms, such as 
headaches and physical exhaustion, that can reduce a person's ability to do his or her job 
effectively (Rogers, 1987). It also often results in employee turnover and increased 
depression, anxiety, irritability, and boredom (Dietzel & Coursey, 1998; Swanson, 1987). 
Behavioral problems associated with burnout include becoming angry quickly, crying, 
feeling suspicious, and adopting a cynical attitude (Ursprung, 1986). Such symptoms can 
result in higher rates of absenteeism and interpersonal problems (Shapiro, Burkey, & Welker, 
1999). 
There are a limited number of studies that address differences in burnout rates across 
occupational levels for those in the helping professions. Some of the studies that look at 
differences across occupational levels do so in corporate settings (Marcelissen, Winnubst, 
Buunk, & De Wolff, 1998) or in relation to specific theoretical models (Miller, Birkholt, 
Scott, & Stage, 1995; Miller, Stiff, & Ellis, 1988). Ross, Altmaier, and Russell (1989) found 
that supervising another counselor was positively related to emotional exhaustion, one 
dimension of burnout. In their discussion they questioned what aspects of being a supervisor 
were particularly stressful and could mediate emotional exhaustion. 
Lee and Ashforth (1993) indicated a need for more studies on supervisors and 
managers in human services because there is evidence of high burnout rates at this level. 
These researchers also suggested that research on upper level workers is important because 
burnout of managers can have negative effects on the behaviors of the workers they lead. 
Erera (1992) also indicated that there is a need to further explore stress in managers and other 
upper level workers in human services. 
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Several studies have focused on social support and burnout (Brown & O'Brien, 1998; 
Davis-Sacks, Jayartne, & Chess, 1985; Shapiro, Dorman, Burkey, & Welker, 1999). Social 
support has been recognized as a resource that can help lessen the effects of burnout (Ross, 
Altmaier, & Russell, 1989). However, few studies have looked at the differences in the 
utilization of social support across occupational levels, especially in human services. Much 
of the research concerned with social support and burnout has been conducted with samples 
from other helping professions, such as teachers (Cheuk, Wong, & Rosen, 1994; Greenglass, 
Burke, & Konarski, 1998; Swanson, 1987), counselors (Ross, Altmaier, & Russell, 1989), 
nurses (Anderson, 1991), and physicians (Mazie, 1985). 
Research has shown supervisor support to be important in reducing worker burnout 
levels. Supervisor support has been negatively related to burnout levels in several studies 
(Brown & O'Brien, 1998; Dietzel & Coursey, 1998; Ross~ Altmaier, & Russell, 1989). 
Dietzel and Coursey (1998) discovered that directive guidance, in particular, is associated 
with reduced levels of emotional exhaustion. Directive guidance, or offering specific 
feedback and suggestions, can also be referred to as instrumental support. Himle, Jayartne, 
and Thyness (1989) found that instrumental support and informational support from 
supervisors were related to lower levels of burnout in human service workers. 
Aside from the previous findings, there has been little attention given to what types of 
support from a supervisor are important in reducing burnout levels. Also, little has been 
done that explores whether upper level workers suffer if they do not have superiors that offer 
them support. Additionally, there is limited research that looks at how support from family 
and friends influence burnout rates for human service workers. What has been done with 
support systems outside the workplace has produced conflicting results (Rimmerman, 1989; 
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Ross, Altmaier, & Russell, 1989) and is frequently conducted with populations other than 
human service workers (Chappell & Novak, 1992; Mazie, 1995). 
Based on the gaps in the research discussed here, the present study examines social 
support and burnout across the various occupational levels of human service workers. This 
research builds off four research questions. First, do human service workers experience 
different burnout levels in relation to their occupational position? Second, do upper level 
workers receive less guidance from their supervisors than lower level workers do from 
theirs? Third, what types of supervisor support are most strongly associated with lower 
burnout levels? Finally, is social support in the workplace as readily available to upper level 
workers as it is to lower level workers? The following review of literature will discuss what 
research has already learned in relation to these questions. 
Factors Related to Burnout 
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LITERATURE REVIEW 
Several studies have explored the aspects of the worker or work environment that 
might contribute to increased or decreased rates of burnout. Leiter (1990) stated that 
"burnout results from a gap between the expectations of a professional and the reality of 
professional work, particularly in human service agencies" (p. 549). Leiter found that 
workers' expectations of being able to help others are frequently shattered when they 
discover the reality of limitations placed on them by the bureaucracy and the tedium of 
paperwork and daily problems. Lyall (1989) and Wessells (1989) also emphasized the need 
for workers to form realistic expectations of themselves and their work when attempting to 
alleviate burnout. 
Collings and Murray (1996) found that the inability to solve clients' problems, 
workload, quality of supervision, and being older were related to higher stress levels in a 
population of social workers. Work overload, lack of support, increased and intense contact, 
role conflicts, and more responsibility to provide for others were all associated with higher 
stress in a population of teachers (Swanson, 1987). Corporate studies have found high stress 
levels to be related to poor supervision and no opportunity for advancement (Turnage & 
Spielberger, 1991 ). 
Role ambiguity, role overload, and conflicts that are closely related to a worker's 
values have been associated with higher stress levels and the incidence of burnout (Leiter & 
Meechan, 1986). Feelings that the career is a dead end, too much travel, and isolation from 
peers may also contribute to high stress levels and burnout in social work (Zastrow, 1984). 
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Zastrow also indicated that two types of factors cause burnout: distressing events and self-
defeating thoughts about those distressing events. 
Time spent in contact with clients has been designated as a contributor to high 
burnout rates (Lee & Ashforth, 1993). Other studies have taken client contact to a different 
level, looking at whether it is the difficulty of the contact with a client that increases stress 
rather than simply the ammmt of contact with a client (Dietzel & Coursey, 1998). Dietzel 
and Coursey found that it was difficult consumer behavior, not the frequency of contact with 
clients, which was related to increased emotional exhaustion. They also found that being 
older, having supervisor support, and being on the job longer were all related to lower levels 
of emotional exhaustion. 
Coping styles have also been associated with burnout rates. Coping can be defined as 
"an individual's attempt to prevent, reduce, or eliminate ... negative experiences" (Bernier, 
1998, p. 50). "Active and direct styles of coping have been found to be more effective at 
buffering stress than avoidant or passive strategies" (Shapiro, Dorman, Burkey, & Welker, 
1999, pp. 25-26). When a person actively tries to control his or her problems, either 
behaviorally or cognitively, that person is more likely to be successful in warding off 
burnout. For example, gathering information, using past experiences, and expressing 
feelings in a positive way have all been designated as coping strategies (Koeske, Kirk, & 
Koeske, 1993). Other studies agree that individual coping should be problem and emotion 
focused (Callan, 1993). 
Social Support and Burnout 
Social support has frequently been studied in relation to reducing levels of burnout; 
Brown and O'Brien (1998) suggested that support systems have been given the most 
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attention of any method of preventing burnout. In the literature, social support has been 
consistently associated with lower levels of stress and burnout (Davis-Sacks, Jayartne, & 
Chess, 1985; Plante & Bouchard, 1995; Shapiro, Donnan, Burkey, & Welker, 1999). Oktay 
(1992) found that AIDS social workers who belonged to a support group reported lower 
levels of burnout than those who did not belong to a support group. Cropanzano, Howes, 
Grantley, and Toth (1997) stated that workers who perceived a supportive work environment 
had less intense stress levels. 
Shapiro et al. (1999) also found that seeking social support was associated with 
higher job satisfaction. They suggested that this is because of all the resources support 
systems can offer, from encouraging a person to actively deal with the problem to offering 
advice on how to do so. Leiter and Meechan (1986) discovered that emotional exhaustion 
was more strongly related to informal support systems workers create than formal aspects of 
being a professional. 
Research has also included the hypothesis that social support acts as a buffer against 
work stress. Ross, Altmaier, and Russell (1989) suggested that people with social support 
are able to rely on others for help when they are experiencing stress, and this resource lessens 
the negative effect of stress on physical and mental health. People without social support are 
therefore more vulnerable to stress. While this study did find an association between 
supervisor and colleague support and lower levels of burnout, the results did not support the 
buffer hypothesis. 
Other studies challenge the buffer hypothesis as well. Jones-Johnson and Johnson 
(1991) did not find the hypothesized buffering effect between social support and subjective 
underemployment and psychosocial stress. Marcelissen, Winnubst, Buunk, and De Wolff 
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(1988) indicated that the findings related to looking at social support as a buffer to stress are 
conflicting, with some studies offering support for the buffer hypothesis and others 
suggesting it only applies to certain stressors. In a sample of teachers, emotional support 
from co-workers, family, and friends had a buffering effect on the depersonalization aspect 
of burnout, but it was practical support from co-workers and supervisors that helped buffer 
depersonalization in times ofhigh work stress (Greenglass, Fiksenbaum, & Burke, 1996). 
Supervisor Support 
In the discussion of factors related to burnout, supervisor support has been 
significantly correlated with lower rates of burnout (Cheuk, Wong, & Rosen, 1994; Ito, 
Kurita, & Shiiya, 1999; Ursprung, 1986). Seltzer and Numerof (1988) suggested that 
burnout results from supervisory practices, moderated by the characteristics of the worker. 
Seltzer and Numerof found that workers who perceived their supervisors to be high on 
consideration had lower levels of burnout. They also found that having a highly structuring 
supervisor was related to higher levels of burnout for workers. Brown and O'Brien (1998) 
determined that in a sample of shelter workers, perceived social support from a supervisor 
was negatively related to emotional exhaustion and depersonalization. At a residential home 
for people with learning disabilities, co-workers and supervisors were the main sources of 
support for staff (Alexander & Hegarty, 2000). 
Ross, Altmaier, and Russell (1989) found that in a sample of counselors the only form 
of social support that was significantly related to all three dimensions of burnout was 
supervisor support. Jones-Johnson and Johnson (1991) determined that the more support a 
worker received from a supervisor, the less psychosocial stress the worker felt. Ito, Kurita, 
and Shiiya (1999) suggested that supervisor support may be crucial because when 
supervisors share goals with and understand the pressures on direct care staff, work goes 
better. These researchers also indicated that a good supervisor can detect burnout in 
employees early and can begin intervention to lessen the problem. 
Social Support Outside the Workplace and Burnout 
There are limited findings concerning social support outside the workplace and its 
relationship to burnout levels, especially involving a population of human service workers. 
Research has found greater evidence of an association from work to family than from family 
to work; Leiter and Durup (1996) found that spillover from work was a stronger predictor of 
the state of the family than family was a predictor of the work state. Barber and Iwai (1996) 
studied social support in a sample of nurses, nurse's aids, and social workers, but they 
acknowledged that a weakness of their research was that they left out support from outside of 
the workplace. 
Rimmerman (1989) found that high family support was related to lower levels of 
emotional exhaustion and depersonalization, but the sample was limited to only beginning 
rehabilitation workers. Mazie (1985) looked at stress levels, psychological health, and social 
support of family practice residents. She found that low levels of emotional support from 
both people at work and outside work were related to increased stress related symptoms. 
As mentioned previously, Ross, Altmaier, and Russell (1989) looked at social support 
both inside and outside of the workplace, but those supports outside the workplace were not 
significantly related to the dimensions of burnout. A study by Davis-Sacks, Jayartne, and 
Chess (1985) found that both supervisor support and support from spouses helped alleviate 
feeling of burnout, anxiety, and depression in a sample of 62 female child welfare workers. 
Similarly, in a sample of nurses, those who had fewer people who were supportive of their 
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work and had little support from their family and friends were more likely to experience 
burnout (Chappell & Novak, 1992). Ursprung (1986) discussed the nature of the connection 
between work and personal life, including the idea that a fulfilling personal life might afford 
workers with psychological resources to cope with work-related stress and also give workers 
other routes of affirmation. 
Occupational Level, Burnout, and Social Support 
Overall there are a limited number of studies that focus on how o~cupational level 
influences burnout and the social support that is utilized to cope with burnout. Most of the 
studies that have discussed this topic have done so in relation to occupations other than 
human services (Bhalla, Jones, & Flynn, 1991; Marcelissen, Winnubst, Buunk, & De Wolff, 
1988; Turnage & Spielberger, 1991). One exception to this was a study by Edwards and 
Milternberger (1991); these researchers found that supervisory staff members had higher 
burnout scores on a subscale of emotional exhaustion than direct-care staff members. They 
suggested that the higher level workers might experience greater emotional exhaustion 
because of the responsibility of programming for clients and monitoring their progress. 
Other researchers have assumed that the direct care staff would be more vulnerable to 
burnout than higher level staff, but the results of such research have been conflicting (Erera, 
1992; Ito, Kurita, & Shiiya, 1999). 
Another study by Erera (1992) looked at stress levels and social support as relating to 
three grades of supervisors in the Department of Social Services. The researcher found that 
these supervisors experienced high levels of burnout. It was also discovered that supervisors 
were influenced by conflicting expectations from superiors. Erera indicated that this finding 
was in conflict with other studies, where only lower level employees were influenced by a 
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superior's supervisory style. This researcher found that direct line employees experienced 
more emotional exhaustion, and that supervisors mainly experienced reduced personal 
accomplishment and depersonalization. 
In a sample of white collar employees in a Canadian federal government department, 
managers reported higher levels of work overload, role responsibility, and job satisfaction 
than other workers; however, there were no differences in the ways the different occupational 
levels coped with stress (Bhalla, Jones, & Flynn, 1991). A study of managers, clerical 
workers, and unclassified employees found that all occupational groups rated organizational 
support stressors as more intense than job pressures (Turnage & Spielberger, 1991). 
A study of Dutch companies looked at differences in occupational levels and found 
that people in the highest and lowest levels perceived less social support than other 
individuals (Marcelissen, Winnubst, Buunk, & De Wolff, 1988). These researchers found 
that supervisor support was correlated with role ambiguity, role overload, role conflict, and 
job future uncertainty, but only in the lower occupational level did social support have a 
causal effect on these stressors, reducing them. While these workers reported that co-
workers provided more support than supervisors, support from supervisors was more 
important in reducing strains than co-worker support. 
Marcelissen, Winnubst, Buunk, and De Wolff (1988) stated that their data might 
suggest that people in lower occupational groups, who they felt would be less educated, 
found supervisor support more important in reducing stress than those in higher occupational 
levels. They felt this might have been a consequence of a lower degree of autonomy and 
greater dependence on the supervisor for lower level workers than for higher level workers. 
Marcelissen et al. also discussed what it was that supervisors did to reduce the stressors for 
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their subordinates. They indicated four ways in which social support can operate: a) it may 
increase a person's motivation in dealing with stressors, b) it may change how the person 
looks at problems and possible solutions, c) it may reduce anxiety or other negative affective 
outcomes, and d) it may increase resources needed to deal with problems. 
An answer to the previous question of what exactly supervisors do to reduce their 
subordinates' stressors may have been at least partially answered in two studies, one by 
Dietzel and Coursey (1998) and one by Himle, Jayartne, and Thyness (1989). Dietzel and 
Coursey found that in a sample of nonresidential staff at a psychosocial rehabilitation agency, 
directive guidance and positive social interaction subscales were significantly negatively 
associated with emotional exhaustion. They discussed that in particular directive guidance, 
which involves providing specific feedback, advice, and instruction, was crucial in reducing 
emotional exhaustion. 
Himle, Jayartne, and Thyness (1989) looked at four types of supervisor support and 
found that instrumental support (support in completing difficult tasks) and infonnational 
support (information provided when needed) from supervisors reduced work stress levels. 
Emotional support (supervisor is warm when worker has problems) and appraisal support 
(supervisor shows approval of job well done) did not have a significant effect on work stress. 
The previous findings suggest that providing help in completing tasks and offering 
information, feedback, and advice is more helpful to workers than general emotional support. 
There are some additional gaps in the literature concerning occupational levels. 
Although Lee and Ashforth (1993) looked at human service supervisors and managers, they 
did not relate these workers' emotional exhaustion levels to those experienced by lower level 
workers. Also, within human service occupations, some researchers have looked at different 
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occupational levels in relation to client contact. Miller, Birkholt, Scott, and Stage (1995) 
suggested that the individual's role within the human service organization would affect the 
level of burnout he or she experienced, mainly due to the amount of contact the person had 
with clients; they looked at caseworkers, clerical workers, and administrative workers. 
However, this research looked specifically at the empathic communication model of burnout 
and did not find significant differences across the groups. 
Hypotheses 
Based on the findings and remaining gaps presented in the literature review, this 
research involves the following hypotheses. 
1) Workers in upper occupational levels in the Department of Human Services will 
experience higher burnout levels than those in lower levels. 
2) Upper level workers will report receiving less instrumental and informational forms of 
guidance from supervisors than lower level workers. 
3) Receiving instrumental or informational forms of guidance from supervisors will be 
related to lower levels of burnout for human service workers. 
4) Upper level workers will obtain more social support from outside the workplace than 
lower level workers. 
Participants 
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METHODS 
The sample consisted of 69 Department of Human Services (DHS) employees. These 
employees included 5 social work supervisors and 24 social worker Ills, which were 
combined to form the upper occupational level group. There were 40 social worker Ils, 
which were considered the lower occupational level. 
According to job descriptions compiled by OHS, social work supervisors are 
responsible for directing, planning, and supervising the work of social workers either in a 
region of the state, a county, or a specific institution. The supervisors evaluate subordinate 
social workers, administer personnel policies and procedures, and recommend actions 
concerning hiring, discipline, grievances, and work schedules and assignments. Social 
worker Ills perform social work services, protective service assessments/evaluations, or 
leadworker responsibilities. These social workers assist a supervisor by performing duties 
such as instructing employees about tasks, answering questions about procedures or policies, 
and distributing and balancing workloads and checking work. Due to their similar 
responsibilities, social worker Ills were included along with social work supervisors in the 
upper occupational level for the present study. 
The lower occupational level, on the other hand, was made up of social worker Ils. 
These workers perform professional social work under immediate or general supervision. 
Social worker Ils perform field casework, give assistance to clientele, and provide basic 
social work services. They are considered subordinate to social worker Ills and social work 
supervisors and are supervised by these workers, and they do not perform any supervisory 
tasks. Social worker Ils are considered front line workers, whereas social worker IDs provide 
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information to and help manage the caseloads of employees, as well as assist the supervisors. 
Therefore, it is appropriate for social worker Ils to make up the lower occupational group in 
this study, while social work supervisors and social worker Ills are combined to form the 
upper level group. 
The sample consisted of 56 females and 13 males. These workers were employed in 
various DHS service clusters, which are distinguished by the region of the state in which they 
are located. All of the participants were Caucasian, and their ages ranged from 25 to 63 
(M = 42.52, SD= 9.68). The years on the job for these participants ranged from I to 34 
(M = 10.39, SD= 8.73). Forty-four of the participants were married, 14 were single, 9 were 
divorced, and 2 were separated. Fifty-four participants had Bachelor's degrees, 13 had 
Master's degrees, and 2 had degrees from two-year colleges. 
Procedures 
The investigator initially sent a letter to the state director ofDHS concerning the 
purpose of this research; the director then suggested that the Field Support coordinator be 
contacted. The investigator received permission to conduct this research from the Field 
Support coordinator. Another employee in the Field Support Department provided the 
researcher with the mailing addresses of district supervisors for service clusters throughout 
the state. 
Thirty-six DHS district supervisors throughout the state were sent letters summarizing 
the nature of this study and asking for their workers' electronic mail ( email) addresses so that 
a questionnaire could be sent to them. Ten district supervisors responded to the initial letter. 
Follow-up letters were sent two weeks after the first letter to those district supervisors who 
had not yet responded. Five additional district supervisors responded to this follow-up letter. 
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In total, fifteen supervisors either provided these addresses to the present researcher or 
emailed the survey to their workers themselves, resulting in a 39% response rate. 
Upon receiving permission from these district supervisors, the questionnaire was 
either emailed directly to the workers or to their supervisors, who then forwarded them on to 
the workers. It was made clear in an email included with the questionnaire that participation 
in this research was voluntary. The questionnaire was emailed to approximately 200 workers 
and 69 responded, which resulted in a 35% response rate. The workers were able to fill out 
the questionnaire as an email attachment and then send it back in the same manner. This 
method of distributing questionnaires was suggested by the Field Support coordinator in 
order to reduce the amount of paperwork these workers must deal with. All responses were 
emailed directly back to the present researcher at an account set up specifically for this 
research project. The responses were printed out without any identifying information, and 
the email was deleted immediately. The questionnaire was sent to the workers over email a 
second time as a reminder to those who had not yet filled it out; approximately 20 workers 
responded to the follow-up questionnaire. 
Measurements 
Maslach Burnout Inventory.1 The Maslach Burnout Inventory (MBI) was used to 
measure employee burnout (Maslach, Jackson, and Leiter, 1997). The MBI has been 
standardized using two samples (N = 1,025) of workers from a wide range of health and 
service occupations. The MBI has three subscales: a) Emotional Exhaustion, b) 
Depersonalization, and c) Personal Accomplishment. This measure includes 18 statements 
1 The Maslach Burnout Inventory has a copyright, and permission was not obtained to include this measure in 
the appendix. Information about this measure can be found in the Maslach, Jackson, and Leiter ( I 997) 
reference. 
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with 7 point Likert scales ranging from 0 "never" to 6 "everyday." Each subscale is 
considered separately; therefore the scores for each are not combined into a single score, and 
each individual is assigned three different scores. A high score on either the Emotional 
Exhaustion or Depersonalization subscale indicates high levels of burnout, while a high score 
on the Personal Accomplishment subscale suggests lower burnout levels. 
The Emotional Exhaustion subscale (8 items) measures the depletion of the workers' 
emotional resources; an example of an item from this subscale is "I feel used up at the end of 
the workday." The Depersonalization subscale (4 items) measures the degree of negative 
thoughts or feelings that workers have concerning their clients or subordinates, which may 
lead to the dehumanization of those they work with. An example of an item from the 
Depersonalization subscale is "I've become more callous toward people since I took this 
job." Finally, the Personal Accomplishment subscale (6 items) measures how happy workers 
are with their job related accomplishments; an example of an item from this subscale is "I 
have accomplished many worthwhile things in my job." 
Internal consistency for this measure in the present study was .91 for the Emotional 
Exhaustion subscale, .80 for the Depersonalization subscale, and .84 for the Personal 
Accomplishment subscale. Test-retest reliability has been previously established at .82 for 
the Emotional Exhaustion subscale, .60 for the Depersonalization subscale, and .80 for the 
Personal Accomplishment subscale (Maslach, Jackson, & Leiter, 1997). Maslach, Jackson, 
and Leiter established convergent validity by correlating the MBI scores with behavior 
ratings from a person who knew the test taker well, and by correlating job behaviors as well 
as outcomes associated with burnout with the MBI scores. 
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Social Support. Four forms of supervisor support were measured using questions 
originally developed by Himle, Jayartne, and Thyness (1989). The forms of supervisor 
support included were emotional support ( supervisor is warm when worker has problems), 
appraisal support (supervisor shows approval of job well done), instrumental support 
(support in completing difficult tasks), and informational support (information provided 
when needed). These forms of supervisor support were looked at individually because 
previous work has utilized similar categories (Dietzel & Coursey, 1998; Himle, Jayartne, & 
Thyness, 1989). 
Each form of supervisor support was measured by one item, and these items had a 
scale range from 1 (not at all true) to 4 (very true), with a high score indicating a greater 
degree of support. In the questionnaire issued to the participants, these four questions were 
part of the overall supervisor support subscale of the social support measure. The overall 
supervisor support subscale contained 10 items; an example of the items included is "My 
supervisor respects me." 
Five sources of social support, including support from supervisors, coworkers, 
administrators, friends, and family, were measured by questions based on those originally 
used by Ray and Miller (1994). The items were altered slightly by the present researcher to 
include specific types of workplace support as well as items that measure support from 
friends. These items had a scale range from 1 (not at all true) to 4 (very true), with a higher 
score indicating a greater degree of support. 
There were 10 items included in the coworker subscale ( ex. "I can rely on my 
coworkers when things are difficult at work"), 8 items in the administration subscale (ex. 
"Administrators give me information when I need it"), 5 items in the family subscale (ex. "It 
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is easy for me to talk to my family about work"), and 5 items in the friends subscale ( ex. ''My 
friends understand my work"). Participants were given a score for each subscale of the social 
support measure. Reliability coefficients for each of the subscales were calculated by the 
present researcher and are as follows: supervisor support, .95; coworker support, .94; 
administrative support, .94; family support, .75; and friend support, .85. 
Demographic Questionnaire. Demographic information was also obtained from the 
participants (see Appendix B). Questions concerning gender, age, occupational level, years 
in the occupation, and ethnicity/race were included partly because they have been related to 
burnout levels in previous studies (Collings & Murray, 1996; Dietzel & Coursey, 1998). 
These demographics were also included to determine whether they could possibly account 
for some of the differences recognized between the upper and lower level workers. The 
items concerning marital status, number of children, and number of friends and family the 
participants rely on for support, including advice and listening, were obtained to learn more 
- about support from outside the workplace. These items could provide additional information 
about family and friend support that would not be obtained through the social support 
questionnaire. 
Demographic Variables 
21 
RESULTS 
The two occupational levels differed significantly on several demographic variables. 
The upper level workers were older (M = 47.52, SD= 5.87) than the lower level workers 
(M = 38.90, SD= 10.33), !(67) = 4.04, p < .05. Also, the upper level workers had more 
children (M = 2.52, SD= .83) than the lower level workers (M = 1.73, SD= 1.28), !(67) = 
2.92, p < .05. Upper level workers reported having fewer friends (M = 2.76, SD= 1.94) that 
they go to for support and advice than the lower level workers (M = 4.23, SD= 2.80), !(67) = 
-2.43, Q < .05. The upper level workers also reported receiving support from fewer family 
members (M = 2.55, SD= 1.35) than the lower level workers (M = 4.08, SD= 2.81), !(67) = 
-2.70, Q < .05. There were no differences in years on the job or in educational status between 
the two occupational levels. 
A correlational analysis was performed to examine the relationship between various 
demographic variables and burnout or forms of social support (see Table 1 ). The results 
indicated that the workers' ages were positively related to the amount of personal 
accomplishment the workers felt (r = .26, Q < .05). The workers' ages were also negatively 
related to the amount of social support reported from friends (r = -.26, Q < .05) and family 
(r = -.22, Q = .07). Number of children was positively related to feelings of personal 
accomplishment (r = .26, Q < .05). Also, years on the job were negatively related to the 
degree of support from administration (r = -.31, Q < .05); therefore, the longer workers were 
at their present job, the less support they felt they received from the administration. 
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Table 1 
Correlations Between Questionnaire/Demographic Data and Three Dimensions of Burnout 
Emotional Personal 
Exhaustion Accomplishment Depersonalization 
Worker 
characteristics 
age .06 .26* -.11 
years onjob -.01 .10 -.09 
# of children .00 .26* .01 
# of family .04 -.08 .16 
# of friends -.04 .03 -.10 
Forms of 
support 
overall supervisor 
support -.22 .20 -.11 
supervisor 
instrumental 
support -.25* .12 .01 
supervisor 
informational 
support -.24* .24 -.13 
family 
support -.03 .12 -.03 
friend 
support .06 -.13 -.09 
* p < .05 
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Hypothesis I 
The first hypothesis suggested that upper level human service workers would report 
higher burnout levels than lower level workers. This hypothesis was analyzed with 
independent sample t-tests (two-tailed), which compared the three dimensions of burnout 
across the two occupational levels of the workers (see Table 2). There were no significant 
differences in emotional exhaustion scores or in depersonalization scores between upper 
level workers and lower level workers. However, upper level workers reported higher 
personal accomplishment scores than did lower level workers, !(67) = 2.03, n = .05. The 
95% confidence interval for the differences in means was 1.40 to 3.36. Although all of the 
workers from both occupational levels reported moderately high feelings of personal 
accomplishment, this result suggests that upper level workers were slightly more satisfied 
with their job related accomplishments. 
Hypothesis 2 
The second hypothesis suggested that upper level workers would report receiving less 
support from their supervisors than lower level workers. This was analyzed with 
independent sample t-tests (two-tailed) to compare the amount of supervisor support each 
occupational level reported (see Table 2). Opposite of what was hypothesized, upper level 
workers reported receiving more overall social support from their supervisors than lower 
level workers. However, these differences were only marginally significant, !(67) = 1.93, 
n = .06. Higher level workers also reported receiving significantly higher informational 
support from their supervisors than lower level workers, !(67) = 2.17, n < .05. The 95% 
confidence interval for the differences in means was .04 to .84. There were no differences 
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Table 2 
Means and SDs for HvQothesis 1, 2, and 4 
Upper level Lower level Confidence 
workers workers intervals 
Mean (SD) Mean (SD) t Lower Uooer 
Hypothesis 1 
Personal 
Accomplishment 28.41 (4.26) 26.03 (5.21) 2.03* 1.40 3.36 
Emotional 
Exhaustion 25.83 (11.41) 27.88 (8.64) -.85 -6.88 2.78 
Depersonalization 9.00 (4.07) 10.60 (5.11) -1.40 .68 2.75 
Hmothesis2 
Overall 
Support 29.72 (6.41) 26.30 (7.81) 1.93 -.08 6.96 
Informational 
Support 3.14 (.74) 2.70 (.88) 2.17* .04 .84 
Instrumental 
Support 2.66 (.97) 2.30 (.85) 1.61 -.08 .81 
Appraisal 
Support 3.07 (.88) 2.75 (1.00) 1.37 -.12 .76 
Emotional 
Support 2.97 (.68) 2.70 (.91) 1.32 -.07 .61 
Hmothesis4 
Family 
Support 15.48 (2.98) 15.93 (3.32) -.57 -1.95 1.10 
Friend 
Support 13.03 (4.00) 14.75 (3.29) -1.95 -3.48 .04 
"Easy to talk 
w/friends 
about work" 2.21 (1.05) 2.73 (.93) -2.16* -.96 -.08 
* p < .05 
df=67 
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between groups in the mean scores for the instrumental, approval, or emotional forms of 
support from a supervisor. 
Hypothesis 3 
The third hypothesis suggested that instrumental and informational forms of 
supervisor support would be related to lower levels of burnout for both upper and lower level 
workers. This hypothesis was tested by correlating supervisor support scores with scores on 
the three dimensions of burnout. Emotional exhaustion was negatively correlated with and 
personal accomplishment was positively correlated with overall supervisor support; however, 
these relationships were not significant at then< .05 level (see Table 1). The instrumental 
(r = -.25, n < .05) and informational (r = -.237, 12 = .05) forms of supervisor support were 
significantly correlated with the emotional exhaustion dimension of burnout. Therefore, the 
more informational and instrumental support the workers received from supervisors, the less 
emotional exhaustion the workers experienced. 
Hypothesis 4 
The fourth hypothesis suggested that upper level workers would report receiving 
more support from friends and family than lower level workers. This hypothesis was 
analyzed with independent sample t-tests (two-tailed) that compared social support from 
family and friends between the upper and lower occupational levels (see Table 2). Opposite 
of what was hypothesized, lower level workers reported receiving more support from friends 
than higher level workers, !(67) = -1.95, n = .06. Looking at individual items in the support 
from friends subscale, lower level workers also reported that it was easier to talk about work 
with their friends than did upper level workers, !(67) = -2.16, Q < .05. The 95% confidence 
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interval for the difference in means was -.96 to -.08. There were no significant differences 
between the occupational levels concerning amount of family support. 
Demographic Variables 
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DISCUSSION 
Previous research has produced conflicting results concerning the relationship 
between age and burnout. Dietzel and Coursey (1998) found that age was significantly 
negatively related to emotional exhaustion, and Rogers (1987) reported that younger workers 
were more susceptible to burnout than older workers; however, Collings and Murray (1996) 
found that being older was related to higher stress levels. In the present study, age was not 
related to emotional exhaustion or depersonalization, but it was significantly correlated with 
increased feelings of personal accomplishment. 
In agreement with the present finding, Lee and Ashforth (1993) found that age was 
moderately related to personal accomplishment. These findings could suggest that older 
workers are more satisfied with their workplace accomplishments because they have a more 
realistic perspective concerning what can be accomplished in a human service career than 
younger workers. However, the importance of the relationship between age and burnout is 
still questionable, and more research needs to be conducted that explores what characteristics 
or behaviors of older and younger workers might contribute to higher or lower burnout 
levels. 
The present finding that number of children was positively related to personal 
accomplishment may be a fairly unique one in relation to past research. The number of 
children workers have has rarely been explored in burnout literature; an exception to this is 
Greenglass, Burke, and Konarski' s (1998) study of gender-related differences in teachers' 
experiences of burnout. These researchers did include number of children in their 
demographic questionnaire, but they did not find any significant results concerning this 
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characteristic. Rogers (1987) discussed a study in which younger workers with fewer 
children were most susceptible to burnout; however, this study involved a sample of female 
nursing specialists and therefore is not readily generalizable to a human service worker 
population. 
In the present study, it was found that workers' ages were negatively related to the 
amount of social support reported from friends; workers' ages were also negatively related to 
support from family members, although only moderately. Perhaps older workers do not feel 
as strong of a need to rely on their friends, and even their family members, for support 
because they are more settled into their careers. Friends in general may not play as 
significant a role in the lives of these older workers than in those of the younger workers. 
Future research might further explore differences in the way younger and older workers 
gather social support from their friends and family, and how these differences might 
influence these workers' job experiences. 
Also, the finding that years on the job are negatively related to perceived support 
from administration is not surprising. It may be that the longer workers are in their job 
position, the less they need to rely on administrators in doing their daily tasks. Their 
experience in their job may allow them not to reach out for this type of support as much as 
workers who are not as experienced and might still be learning about their workplace and 
their position. 
Hypothesis 1 
Although the hypothesis that upper level workers would experience higher burnout 
was not supported, these workers did experience higher levels of personal accomplishment. 
Even though upper level workers may often have more responsibility, and perhaps higher 
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stress levels, than lower level workers, they may also frequently experience a greater sense of 
accomplishment and pride in the work they do. In addition, this finding may be due to the 
fact that upper level workers are older and have more children; both these characteristics are 
significantly related to higher feelings of personal accomplishment. Both upper level and 
lower level workers reported moderately high personal accomplishment, so this finding may 
not reflect important differences between the occupational levels. 
Some research has hypothesized that instead of upper level workers having higher 
burnout rates, lower level workers may experience higher burnout. Seltzer and Numerof 
(1988) hypothesized that nonsupervisory employees would report higher burnout levels than 
supervisors would. They suggested that frontline workers would feel more responsible than 
supervisors for any problems that arose, and therefore they would experience higher burnout. 
Supervisors could pass off blame for workplace mishaps onto these lower level workers and 
therefore experience lower burnout. However, as in the present study, Seltzer and Numerof 
found no relationship between occupational position and burnout levels. 
It seems as though confusion still exists concerning whether occupational level 
influences burnout in human service workers. Perhaps future research could explore several 
different occupational levels within a particular human service agency, ideally conducting 
multiple interviews with these workers over time. Such methods may lead to a better 
understanding of the characteristics involved in being a lower level or upper level worker, 
and how these characteristics might relate to burnout. 
Hypothesis 2 
The second hypothesis suggested that lower level workers would report feeling higher 
levels of support from their supervisors than upper level workers would. This hypothesis 
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was not supported; instead it was found that upper level workers felt they received more 
support, particularly informational support, from their supervisors than lower level workers 
did. When analyzing informational support from a supervisor, 95% confidence intervals 
suggested that there were important differences between the occupational levels ( see 
Table 2). This finding may be at least partially due to the nature of the sample used in this 
study. As mentioned previously, because oflimitations in the sample size, it was impossible 
to compare only social work supervisors with social workers Ills and Us. It was necessary to 
combine social work supervisors along with social workers IIIs into the upper occupational 
level. 
Based on information provided in official DHS job descriptions, it seems as though 
the social worker Ills have fairly close contact with their supervisors because it is their job to 
assist these supervisors; therefore, they may be involved in frequent meetings and discuss 
shared responsibilities often. This contact may help the social worker IIIs feel as though they 
are being more supported by their supervisors than social worker Ils, who might not have 
such frequent or intense contact with supervisors. If social work supervisors would have 
been greater in number and in their own occupational level, this upper occupational level 
may not have reported as high a degree of support from their superiors. Future research may 
investigate further why workers feel as though their supervisors are supportive or non-
supportive through asking open-ended questions and learning more about how often workers 
have contact with their supervisors. 
Hypothesis 3 
In agreement with the third hypothesis, instrumental and informational types of 
supervisor support were related to lower levels of emotional exhaustion. Overall supervisor 
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support was related to lower emotional exhaustion and higher personal accomplishment, 
though they were not significant at the Q < .05 level. The importance of supervisor support to 
human service workers is further emphasized by the present finding that instrumental and 
informative support from co-workers and administration is not related to decreased levels of 
burnout. This finding has important implications for human service work. It may not be the 
amount of support from supervisors that is most important in reducing worker burnout levels, 
but the type of support that is being offered. 
Supervisor training could emphasize the importance of providing information and 
specific guidance and feedback to those being supervised, instead of just offering general 
emotional support. Himle, Jayaratne, and Thyness (1989) suggested that supervisor feedback 
should involve the following elements: (a) the feedback should contain comments about 
behaviors but not personal characteristics, (b) the supervisor's feelings should be related to 
the consequences of the workers' performances and should be based on current realities and 
not ideals, ( c) the main goal of the supervisor should be to communicate to the workers skills 
that will lead to more satisfactory performance and overall competency, and ( d) the 
supervisory relationship should involve mutual problem solving along with trust and 
empathy. These suggestions are related to the concepts of informational and instrumental 
forms of supervisory guidance, and they provide specific ways in which supervisors can 
maintain or improve an effective working relationship with those they supervise. 
Hypothesis 4 
Reported support from family members was not found to differ significantly between 
the occupational levels. However, contrary to what was hypothesized, lower level workers 
reported higher levels of support from friends than upper level workers. Though this finding 
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was only marginally significant in this study, if the sample size had been larger or if a less 
conservative statistical test were used, this finding may have been of stronger significance. 
The means for questions such as "My family (or friends) understand(s) my work" 
were fairly low as compared to other answers in the family and friends subscales, such as "It 
is easy to talk to my family (or friends) about personal problems." The 95% confidence 
interval for the item "It is easy to talk to my friends about work experiences" suggested that 
there were important differences in means between the occupational levels (see Table 2). 
Lower level workers reported that it was easier to talk with their friends about work than 
upper level workers. It would be interesting to measure support from friends and family 
using only work-related items to see whether the results would be affected. 
These workers may tend to deal with work related issues with those people they work 
with, and then leave these issues at the workplace. If this is the case, it is most likely 
beneficial for these workers' burnout levels. It has been found that when work life and 
personal life merge too much, or when work life dominates personal life, a person may be 
more likely to become burned out (Ursprung, 1986). 
This finding may be related to gender differences as well. Larson and Reed (1994) 
found that women do not bring emotions they experience at work into the home, while men 
do. Because the sample in this study was predominantly female, it is difficuit to make 
accurate comparisons between how men and women deal with work in relation to their 
friends and family. Future research should further explore gender differences in how men 
and women utilize social support outside the workplace. 
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Limitations of the Present Study 
The present study is limited by its fairly small sample size. Even though the potential 
for a large sample size was present initially because the district supervisors of service clusters 
throughout the state were contacted, the sample size was dramatically reduced because these 
workers could only be contacted if their district supervisor gave permission and provided the 
addresses. Therefore, several workers were excluded by just one district supervisor not 
wishing to participate in the study. 
The sample in the present study was not randomly selected. Because a number of the 
surveys were sent out by district supervisors, email addresses of many of the workers who 
did not respond were not available to the present researcher. It is difficult to make 
comparisons between those workers who did and did not respond to the questionnaire and to 
determine whether these groups differ significantly from each other. For example, those 
workers who took the time out of their workday to complete the questionnaire may have been 
less burned out than those workers who did not complete the questionnaire. 
This study surveyed DHS workers at one point in time; their answers could possibly 
have been influenced by how frustrating or productive the day they answered the 
questionnaire had been. Additionally, the questionnaire may have been distributed during a 
particularly hectic time in the workers' schedules, which could have adversely affected the 
response rate. Conducting longitudinal research with a human service worker population 
might better capture the process of burnout, although involving this already extremely busy 
group of people in long-term research may be difficuh. Also, the questions included in the 
surveys given to the workers were closed-ended; additional open-ended questions might 
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allow for a more in-depth understanding of burnout and what aspects of the workplace are 
most closely related to it. 
Implications for Future Research 
Presently, possible explanations exist for both upper level and lower level workers 
experiencing higher burnout than other workers. Future research is needed to further explore 
what types of workers are most prone to burnout, and what aspects of their job contribute to 
higher burnout rates. The present study attempted to learn more about different occupational 
levels and burnout; however, the only differences in reported burnout levels concerned the 
personal accomplishment dimension. Future studies should include a larger sample size of 
only supervisors as the upper occupational level to compare with both higher level and lower 
level social workers; this could provide better knowledge about burnout. 
Other limitations of this study that could be addressed in future research include 
adding open-ended questions to allow for free responses to questions such as "What 
situations at work are most stressful for you?" and "What do your supervisors ( co-workers, 
administrators) do that helps support you in doing your work?" It would be beneficial if 
future research could somehow work in conjunction with DHS and develop a survey that 
would both contribute to the research literature on this topic and answer questions relevant to 
DHS's interests. The present study began to do this by consulting with workers in the Field 
Support division in revising the final questionnaire; however, the questionnaire was not 
officially issued through DHS at the state level. Working closely with DHS may also allow 
for longitudinal research and an increased sample size. 
If it is not feasible to work with DHS in conducting research, an alternative might be 
to obtain a published list of names and addresses of licensed social workers. Researchers 
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could then send letters to these social workers concerning their study. This strategy could 
increase future studies' sample sizes because a greater number of social workers could be 
reached to directly inquire about participation. 
Implications for Practice 
The information gathered in this study has the potential to positively contribute to 
applied work in human services. As mentioned previously, the importance of supervisors 
offering instrumental and informational types of guidance to those they supervise could be 
emphasized in training of new supervisors or in staff meetings. Programs where supervisors 
could practice offering effective types of guidance could also be implemented. Also, DHS 
could further explore why the social work supervisors and social worker Ills felt more 
support from their supervisors than social worker Ils did. If it is discovered that feelings of 
receiving support are related to increased communication or shared goals, DHS could 
encourage supervisors to more closely interact with front-line social workers. 
In addition, the amount of administrator support workers reported was quite low as 
compared to the reported support from supervisors and co-workers. Although low 
administrative support was not related to increased burnout levels, it would still be beneficial 
for DHS to explore what the administrators' roles are in the daily work experiences of these 
employees, and whether they are offering the support needed to promote a positive work 
experience. Low administrator support may be contributing, either negatively or positively, 
to other areas of the workplace experience besides burnout rates. 
The results of this study also suggest that workers do not find it easy to talk about 
work with their friends and family, and that their friends and family do not always 
understand their work. This might be detrimental to these workers if they are not able to talk 
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to someone about their work. DHS could distribute a survey during staff meetings that 
explores this issue further by asking open-ended questions about who these workers talk to 
about work, and whether they feel the need for more structured workplace support programs. 
DHS could utilize ideas explored in this study to learn more about workplace dynamics. For 
example, if workers report that interacting with co-workers is more stressful than helpful, 
then DHS could offer workshops that address employee concerns about relationships with 
co-workers and offer suggestions on how to improve communication. 
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APPENDIX A: 
SOCIAL SUPPORT QUESTIONNAIRE 
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The following questionnaire measures the amount of support received from supervisors, 
coworkers, administration, family, and friends. Please place an "x" in the box next to the 
number that best represents your feelings about each statement. 
1 = Not at all true 2 = Sometimes true 3 = Mostly true 
Support from Supervisor 
I. My supervisor is warm and friendly when I have problems. 
2. My supervisor shows approval when I have done well. 
3. My supervisor helps me complete difficult tasks. 
4. My supervisor gives me infonnation when I need it. 
5. It is easy to talk with my supervisor about work experiences. 
6. I can talk to my supervisor about personal problems. 
7. My supervisor is willing to answer any questions I have. 
8. I can rely on my supervisor when things are hard for me at work. 
9. My supervisor respects me. 
4 =Very true 
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10. My supervisor appreciates my work. 
01 02 03 04 
Support from Co-workers 
11. My co-workers are warm and friendly when I have problems. 
01 02 03 04 
12. My co-workers show approval when I have done well. 
01 D2 03 04 
13. My co-workers help me complete difficult tasks. 
01 02 03 04 
14. My co-workers give information when I need it. 
01 02 03 04 
15. It is easy to talk with my co-workers about work experiences. 
01 02 03 04 
16. I can talk to my co-workers about personal problems. 
01 02 03 04 
17. My co-workers are willing to answer any questions I have. 
01 02 03 04 
18. I can rely on my co-workers when things are hard for me at work. 
01 02 03 04 
19. My co-workers respect me. 
01 02 03 04 
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20. My co-workers appreciate my work. 
01 02 03 04 
Support from Administration 
21. Administrators are warm and friendly when I have problems. 
01 02 03 04 
22. Administrators show approval when I have done well. 
01 02 03 04 
23. Administrators help me complete difficult tasks. 
01 02 03 04 
24. Administrators give me information when I need it. 
01 02 03 04 
25. It is easy to talk with administrators about work experiences. 
01 02 03 04 
26. I can talk to administrators about personal problems. 
01 02 03 04 
27. The administration respects me. 
01 02 03 04 
28. The administration appreciates my work. 
01 02 03 04 
Support from Family 
29. My family tries to make my life easier. 
01 02 03 04 
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30. It is easy to talk with my family about work experiences. 
01 02 03 04 
31. I can talk to my family about personal problems. 
01 02 03 04 
32. I can rely on my family when things are hard for me at work. 
01 02 03 04 
33. My family understands my work. 
01 02 03 04 
Suwort from Friends 
34. My friends try to make my life easier. 
01 02 03 04 
35. It is easy to talk with my friends about work experiences. 
01 02 03 04 
36. I can talk to my friends about personal problems. 
01 02 03 04 
3 7. I can rely on my friends when things are hard for me at work. 
01 02 03 04 
38. My friends understand my work. 
01 02 03 04 
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APPENDIXB: 
DEMOGRAPHIC QUESTIONNAIRE 
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Please complete the following demographic information: 
1. Gender Female 
2. Age 
3. Occupational title 
4. Years in this position 
5. Race/ethnicity 
6. Educational status 
7. Marital status 
8. Number of children 
9. Number of family members you rely on for support and advice 
10. Number of friends you rely on for support and advice 
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APPENDIXC: 
LETTER TO DISTRICT SUPERVISORS 
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Dear -------
Melissa Hand 
1363 Palmer Building 
Iowa State University 
Ames, IA 50011 
My name is Melissa Hand, and I am working on my Master's thesis at Iowa State University. 
I have spoken to _____ about my research, and she provided me with the names of 
district supervisors throughout the state so I could contact you concerning the possibility of 
your workers being involved in this study. When reviewing research to prepare for my 
thesis, I found that burnout is related to high turnover rates and lower job satisfaction and 
productivity for human service workers. I also found that workplace support, especially 
supervisor support, helps lower burnout rates for workers. For my own research I am 
looking at different occupational levels at DHS, in this case social worker Ils, social worker 
Ills, and social worker supervisors, to determine whether these workers experience different 
levels of burnout and social support in the workplace because of their occupational positions. 
The results of this study would be beneficial for the Department of Human Services in the 
following ways: 
This research would help administration learn how to enhance the work experience for 
employees. 
This research could help you learn whether social workers feel support from their 
supervisors helps them deal with work stress, as well as what aspects of this supervision 
are particularly beneficial. 
The results of this study could be used in supervisor training to highlight what aspects of 
supervision help lower burnout rates of employees. 
The results of this study can give you a better idea of what types of demographic 
variables (ex. age, years in occupation) are related to higher levels of burnout, and 
whether upper level workers are more likely to experience higher levels of burnout. 
This study could offer support for workplace support programs, if desired. 
Overall, this study can help determine the best ways to reduce burnout levels, which in 
turn boosts job commitment and reduces turnover. 
Your participation in this research would involve filling out three short questionnaires 
concerning burnout levels, sources of social support, and demographic information. It should 
only take workers approximately five minutes total to fill out the questionnaires. These 
questionnaires could be emailed to you to distribute to your workers, or I could email them to 
the workers myself if you could provide email addresses to me. Using email would cut back 
on the paperwork your workers have to deal with and make the distribution and return of the 
questionnaires very efficient. I have set up an email account that only myself and my advisor 
can access. The questionnaires can be emailed out as an attachment, filled out online, and 
then emailed back to me. I would delete any identifying information from the questionnaires 
before printing them off and storing them in a locked drawer. The email itself would then be 
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deleted. The printed questionnaires will be destroyed in August 2001. The results of this 
study would be based on aggregated data, so the identity of participants will be protected. 
Results will be made available to the state office and to you, if interested. 
Your response to this letter would be greatly appreciated. Please email me at 
______ or call me at ________ if you have any questions or concerns. If 
you are willing to participate, please either email me a list of email addresses that I can send 
questionnaires to, or let me know if you would rather have me forward you a copy of the 
questionnaire and then you can send them out to your workers. Also let me know if you 
would prefer to distribute the questionnaires in another manner. Thank you for your time. 
Sincerely, 
Melissa Hand 
M. S. student, Iowa State University 
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